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EXPERIENCE PROFILE
	Organization
	Position Held
	Duration

	BMA INTERNATIONAL – Dubai
	Corporate Internal Auditor – Mid Career Professional
	June 2013 to till date

	TEMENOS Software (Core Banking)
	Senior Quality Assurance Associate
	February‘11 – May’13

	CSS Corp
	Audit Associate – Strategic Support 
	October’09 to January’11

	ICICI Lombard General Insurance
	Customer Relations Executive 
	January’06 to August’09

	Downtown Constructions W.L.L -Bahrain
	Supervisor
	October ‘04 to November’05


PRESENT EMPLOYER
Organization

:  
BMA International - Dubai
             Designation

:  
Corporate Internal Auditor
Category: Assistant Manager (Mid-Career Professional)

Key Responsibility Areas: 

OPERATIONAL AUDITS
· Looking after all regional business units across GCC (Saudi Arabia, Kuwait, Oman and Qatar) for monthly internal Audits & Quality Control. 
· Performing Risk Assessments on key business activities and using this information to guide what to cover in audits and to resolve major issues
· Travelling to different sites across GCC to meet relevant staff and obtain documents and information 

· Created and Published Standard Operating Procedures (SOP’s) for Project department, Retail Operation, Planning department, Finance department.
· Analyzing variance between budgeted and actual expenses of travel department.
· Researching and assessing how well risk management processes are working and recording the results using software such as Microsoft Word and Excel
· To conduct the internal audits as per the company quality standards and metrics to identify the scope of improvement & high lighting the expectations to the management.

· Responsible for periodic operational & management audit and submitting reports to the HOD & Directors of the company.
· Providing ad hoc advice and guidance to Managers and staff at all levels, sometimes by delivering courses and training sessions

· Performing risk assessments on key business activities and using this information to guide what to cover in audits
· Implement changes to work assignments, methods, or procedures to meet operational needs, cost control, improve accuracy and efficiency of the audit system.

· Conducting monthly audit meetings with Country Heads and Regional Managers to improve and standardize the quality of work culture.

· Lead quality initiatives to enable 100% First Time Right (FTR) to problem identification, resolution and prevention.

· Continuous process improvement as against the Key Point Indicator (KPI) output for process (SLA).

· Handling & Training new employees to meet the audit KPI’s in terms of monthly audits performance, Issus identified and follow-ups made to complete the pending task unresolved issues.

· Publishing Flash Reports based on major audit issues identified and reviewing the feedbacks of the Country head’s and RM’s of the respective region across GCC.

· Conducting monthly audit meetings with HOD and team members to review issues and challenges faced during audits to improve customer service and brand standard & quality.

· Auditing Surprise cash count, Retail operation administration and management.

Responsibilities by Operations
· Improve the operational systems, processes and policies in support of organizations mission -- specifically, support better management reporting, information flow and management, business process and organizational planning.

· Manage and increase the effectiveness and efficiency of Support Services (HR, IT and Finance), through improvements to each function as well as coordination and communication between support and business functions.

· Play a significant role in long-term planning, including an initiative geared toward operational excellence.

Previous Employer 1

Organization

:  TEMENOS INDIA PVT LTD - Banking Software Company
             Designation

:  Sr.Corporate Quality Assurance Associate
Key Responsibility Areas: 

TECHNOLOGY AUDITS
· Six Sigma LEAN Projects mentoring to various functions / Business Process Improvements (BPI)
· To conduct the internal audits as per ISO 9001: 2008 Quality Standards to identify the scope of improvement & high lighting the expectations to the management.
· Financial Process Transactions Monitoring as per protocol through side by side and remote methods.

· Lead quality initiatives to enable 100% First Time Right (FTR) to problem identification, resolution and prevention.

· Continuous process improvement as against the Key Point Indicator (KPI) output for process (SLA).
· Ensure compliance to Internal Control System (ICS) and drive the control for various projects.
· Improving the customer satisfaction through VOC to overall Shared Service departments (SSC).
· Auditing the signed off FMEA, ARIS, PTF and Procedure Manual documentations and conduct periodic risk assessments for all functions.

· Conduct regular audits to ensure that processes are being done as per protocols.

· Responsible for improving the Process Cycle Efficiency (PCE) of process.

· To identify the Root Cause Analysis (RCA) and ensure the correction and CAPA for received tickets through IT HELPDESK link. 
· Create and publishing the ARIS process maps in online and re-designs the mapped document and control as per process change request from stakeholders (Business Process Owner).

· Working closely with unit heads to understand end-to-end customer needs and convert them into project opportunities.
· Working as a change agent to reduce variation and eliminate defects in process.

· Conduct Process workshops and document process gaps and bring in effective controls
· Facilitating the Operation Team to Meet the SLA in terms of TAT, Quality & Services.
· Preparing the FHR (Fortnight Highlights Reports).
Accomplishment:

· Have done a Green Belt projects and successfully achieved the target. 
· Developed and implemented change control process.
· Designed training modules for processes within the business. 

Previous Employer 2
            Organization

:  CSS Corp India Pvt Ltd.

            Designation

:  Quality Associate – Strategic Support
Key Responsibility Areas: 

· Administering overall quality functions including service delivery, service levels & business continuity and managing SLA and OLA requirements.
· Steering Six Sigma initiatives for streamlining the process in terms of quality and quantity of production, etc. 

· Acted as a part of Problem Management; identifying & resolving problems areas through symptoms, trends or deviations from standards.
· Responding to customer with Corrective Actions (CA) for the errors reported by the customer.

· Reviewing the performance of production quality leads on a daily basis based on the customer errors received in a day by the project, errors corrected by the visual inspectors in a day and the Corrective Actions taken for those errors to avoid recurrence.

· Arriving systematic solutions (poke yoke) for the top 5 errors identified and corrected that issues to avoid the recurrence of errors permanently with a powerful tool called as Business Rules Engine (BRE).

· Conducting production quality review meeting monthly and project the overall quality performance all the projects to the management.

· Taking care of all the QMS activities with Documentation involved in the projects.

· Conducting Internal Quality Audit (IQA) monthly for various projects.
· Involved in Process improvement activities and Strategy Quality improvement initiatives.
· Preparing reports to measure project performance (Planned v/s Actuals)

· Responsible for new initiatives taken in the projects within a defined frequency.

· Progressive analysis for Calibration reports.
· Educating subordinates with Quality Tools and Management Strategies for the betterment of organization.

· Planning & Organizing the Knowledge Sharing Session on Weekly Basis to ECM QA Members to improve the Skill Set.

· Supporting to automation tool development team for manual operation into Automation.
· Knowledge on Metrics/ANOVA/CMMI/SDLC concept and methodologies.

· Overall managing team quality metrics.
CUSTOMER SERVICE
Organization

:  CSS Corp
Designation

:  Customer Support Executive
Key Responsibility Areas:

· Worked completely with Customer Service Department to resolve customer issues.

· Handled Technical support calls and Customer Support calls for various processes
· Interfacing with International US / UK customers for effective resolution customer support

· Ensuring speedy resolution of queries and grievances to maximize satisfaction levels

· Troubleshooting and resolving the issues related to VOIP phones & PCs.

Notable Attainments: 

· Winner of “Best Employee Award” in 2008-09 for initiating Process Improvement and completing GB Projects for finance team.
· Identified a Six Sigma Green Belt project for Productivity improvement in AR billing process
      Improved the customer’s (VOC) scores of Quality.

Previous Employer
Organization

:  ICICI Lombard General Insurance 
            
Designation

:  Customer Relations Executive
Key Responsibility Areas 

MARKETING
· Performs sales activities for most or all insurance products available in diverse product lines and multiple markets
· Sells to a wide variety of customers in different industries or walks of life
· Alters the sales message to highlight product benefits to different customers and circumstances
· Finds and adapts products or product features to suit unusual customer needs
· Advises others on how to adjust communication style to suit customer communication preferences
· Supports and maintains many major accounts over long periods of time and diverse circumstances
· Liaising with legal departments to keep updated on the government regulations

· Hitting sales targets

· Maintaining a customer database
Previous Employer
Organization

:  Downtown Construction W.L.L 
            
Designation

:  Supervisor

· Handling customer-service standards; resolving problems; identifying project management system improvements.

· Manages sub-contractors by monitoring and controlling performances.

· Meets operational standards by contributing construction information to strategic plans and reviews; implementing production, productivity and quality. 
· Maintains safe, secure, and healthy work environment by following and enforcing standards and procedures; complying with legal regulations.
· Ensure project proceeds in a timely manner and completion of pending task as per TAT.
· Detailing Projects to buyers and clients.
· Coordinating with land surveyors for pipeline projects.
ACADEMIC CREDENTIALS 

· Civil Engineering diploma – SRM (VPT) Engineering College
· B.Tech (Civil Engineering) – JNT University
TECHNICAL KNOWLEDGE
Quality Skill
   
:  
Six Sigma Green Belt certified by MSME Government of India
In-house Training
:  
Six Sigma – Black Belt certified by Temenos Software
Quality Software
:  
Minitab
Application

:  
XML Spy, Epsilon Software Application

Packages

:  
Proficient in MS Office (xlsm! macro)

Languages known
:  
Visual Basic 6.0
Trained on ISO 9001:2008 / Trained On SPS 
PERSONAL DOSSIER

Personal Status 
-
Male / Married

Linguistics Abilities
- 
English, Tamil, Hindi, Urdu & Arabic
Possess Valid UAE Driving License
Skills & Traits


· Hold an assertive approach to work

· Proactive with the ability to work autonomously

· Ability to liaise with all levels of management

· Ability to problem solve and identify risks

· Demonstrate analytical skills whilst recommending improvements

· Excellent attention to detail

· Ability to manage multiple processes
Quality Assurance


Risk Management


Int. Audit ISO


       Six Sigma BB / ARIS


Process Improvement 


Customer Service & Marketing


	














